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PROJECT: Money
SHOPPER CODE DATA ENTRY EDITING SERIAL NO.
Name Number Name Number Name
98 3/9(9(8]s5
i
g‘,_,&.m
% s o
Ll ! S et Sl | Smddl ey
) | A = A y
A. Details of Visit 5kl Cawalds
Bank Dhofar E s Sy
Bank Muscat O daia Sy
National Bank of Oman O ol il il Wy a5 A g
1. Bank visited
HSBC-OIB O HSBC-OIB <
Bank Schar D o Ly
Other Bank: LAl Ay
2a. Branch Name QM ol st 12
2b. Branch Area el &&LM £l iy 2
3. Branch City w\m a3
4. Branch Region \(5 ahid 4
Day | Month | vear - T S ew B
5. Date of Visit
12 | q | 2213 | |
Hours ] Minutes L] s )
6. Start Time of Visit LM iy i, 6
19, {0
H i ‘5313.:.!' | it L)
7. Total Duration of ours Minutes = R
V'Slt D)Ll-_)..ll ada ?
oo | 20 |
1
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Opening a Savings
ar Current Account
Saving Scheme
2.  General Enquiry refating to a
specific Product, Service artoan
and/or Facility Educational Loan
{NT: SELECT AS RELEVANT AND/OR -
SPECIFY DETAILS OF Credit Cards
Double your Salary
Offer

Yaouth & Student
Account

O OxWoooono O

oy Rk Cpna piie Blale e jlaiial 2
g

{ el Jpanldl 3an i/ caeldall 340 sdaly
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4.1 WuCustomanaﬂqghwtanﬂymlhbhfocﬂn

L Eagh 0 g e AN gl s b 4.1

Mystery Shopper?
3 1 Yes O axi 1 | 3
2. No %2 11
g i. Specify: i
|
ii. Specify time taken to find parking: 5- min. Y RO PR LK J IRV
4.2 EmrancetoBullding - - il N Jedal 4,2
a. Was the Entrance Clean? B Saadd ohs O b
3 |1 Yes [7¢] pi 1 3
0 2. No 3 3 2 0
if ‘No’, specify “Why / Describe how” the DS S e ¢ 13T paa Sl e MUEY Ll et CASG
entrance was unclean: el e Jasalt

b. Was the Entrance Convenient?

i Joaa) 58 JA

3 1. Yes

ani 3

0 2. No

| B

us 2 0

If '"No’, please specify “Why" the entrance was
inconvenient;

Talie Jasall S o ALY 2 s TS ol 8 1

T K -

P “ ; :

Was the hranch prermses clean? TR T NPT
3 1. Yes E and 1 3
0 2. No ' X210 0

If ‘No’, please specify “Why / Describe how”
the premises was unclean:

OIS S eyl 5T daa Sl e UIISY el A8
Akl e Al




a. Posters / Brandlng matenal present on doors walls
and windows?

2“73‘. v”'ﬂ .\""“
A e )
p.\ﬂ‘,.l.h, Q\JJA'.J ;L,J‘Jg‘ﬂ (_fh %‘a.u Slade IHLLA.L- '\?"Jﬂd‘ .

R R AR A |

e T e

3 1. Yes ] w1 3
o | 2. No O wo2| o
If ‘No’, please specify “additional comments”, JEaagdlal et i el a2 TUET et SAS 1
if any: nmAay

b. Pamphlets, Leaflets and Brochures on display?

Sl il y S o je o5 06 L

a. Were emplnyees present at ver 90% of the branch

3 1. Yes E a1 3
0 2. No | w2l 0
If ‘No’, please specify “additional comments”, O el Slaa " saa il e OIS el S
if any: Dy
€. Branding material up-to-date? i Ayl Slalall dlge A o
3 1. Yes Bd 1| 3
0 2. No O 2| o
If ‘No’, please specify “additional comments”, Sl lhaa s @bl e STl gadl IS
if any: )

J H.m.. P t)l-“ qik_uu- %90 Ga ‘J-‘.-l ul-'- Y

desks and counters? edaiill
3 1. Yes E a1 3
0 2. No O W2 0
If ‘No’, please specify “additional comments”, S il Cldaadlia” 2an il e ST Ll palt S 1)
if any: Al

b. Were all / almost all of the staff neatly and
professionally dressed?

Toribed ol O] Dy Dol gl alimae [ JS S A

if any:

3 1. Yes E a1 3
0 2. No O w2 0
B eMboosl lan " 1oad e NS 118 1
If ‘No’, please specify “additional comments”, el St s Je Al “_15‘ I
SDam gy

c. Were allfalmost the entire staff wearing name
badges?

Tagilanily b L 0y gtadny o pall aliaa /08 S 6

3 1. Yes

pad ] 3

0 2. No

OX

32 0

If ‘No’, please specify "the approximate
number of staff not wearing name badges:

Cp il pall SN aael) aaa Wllad e ST il gadl SN

Cagilanls Sl S ey Y
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a. Was the area surrounding the ATM and COM O g il oA F ANy N ub.nﬂ i) J,P..n SEadl SS O
' machines clean and presentable? ¢ gl
BE 1. Yes bd ~ 1] 3
! 0 2. No D NS 2 0
' If ‘No’, please specify “Why / Describe how the DA S eyl M0l das 2lllas e SIS et ASS
area was unclean: i i Sl

b. Were the ATM and CDM machines functioning?

Toaad g3 £ 1LYy VI il el B gad S 6 Lo

3 1 Yes bd ai1| 3
0 2. No O €2 0
If ‘No’, please specify “the time at which at e 4sh S5 A A g s Sl e OST lgalt S 1)
which the ATM / CDM were not functioning b peall g -—‘-=~J) Jand Y A0 £ 10Ny Y Dl peal!

(and specify which machine, ATM ar CDM):

Sl gl gt AV

¢. Was there sufficient cooling in the ATM/CDM area?

TATM/COM 4dhis 3 1o il o 0 S S

3 1. Yes D a1 3

0 2 No O 22

3 3. Not applicable Gy ¥ 3 3
If ‘N@’, please specify “the time at which at G Juay o 30 8" saa Sod e ST padl S0

L)/ which the cooling was not functioning
Lo

Ty R L R W R
i 2 E

- h-l-‘i‘-a--n.“‘

a. Was the branch alr-condltlomng fully functuonal
and sufficient?

IR G ﬂ
Ll ‘m'w‘.z'rs.-.u

TSy Sy &-Au,.-l'w-“ *-HS--“ u‘S Ja

3 1. Yes

a1 3

0] 2. No

382 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

[l Sl s Al e 098 iyl S8
S i a

b. Did the branch possess sufficient lighting?

A dplaaly g A plady A

3 1. Yes

a1 3

0 2. No

OxX

s 2 0

If ‘No’, please specify “Additional comments /
Describe how it was insufficient:

[ Glaa e i el e RS byl S 1Al
S 5% Al S eyl
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E c. Did the customer have sufficient waiting space / T gl olia fpa S 200 [ UBID AGHS daliaa Lraall SAS G0 D

| seating area?

3 1. Yes ¥4/ ~ 1| 3
0 2. No | w2 0

/‘I;_“jt...al \l!‘l.i‘::l.:k‘" i ’i- .- ‘)‘ .n%u \_1]_,.;_“ JLS ‘:‘.'L

If'N ; ;
‘ o', please specify "Additional comments / S 1S o S Ciay

| Describe how it was insufficient:

d. Did the customer find it easy to follow the signage
within the interiors of the branch, indicating different
counters/ work stations?

Al BT Ja12 A5 g palt SN AL g Ay O Giga 3 E RG] JA S
St el g {liSall) i S0 wilida ) A8 S

3 1. Yes a1 3

OX

0 2. NO ¥y .2 0

If ‘No’, please specify "Additional comments /

) . i ) e gl g fAElal Tlaa M 2 AL e MHEEY Olall SAS Y
Describe how it was insufficient: +3 : d Fm

CEDRS AN




5.1 Greeting of Customer

Ol 0y o 38 5,1

a. Was the Mystery Shopper “promptly greeted /
acknowledged” on entering the branch?

Tg Al I A gha g8 AL §gdiall o b atllfna 2 o3 s )

* immediately greeted on entering

. 0 «  Nogreeting / acknowledgement D Sl P Y e 0
I 1 o Greeted within 10 minutes of entering | [] : e Jaas e BRI NG ua S e b1
, 2 »  Greeted within 5 minutes of entering D caanll Jadz e FHE Bl ima B e P2
'3 | 3

BYCSST R S |

!; *y l

b. Did the staff either / or:

JUTESr {JPRESVRE- PRI A S

3. Ask for the customer’'s name?

? randt adl e

b. Greet the customer by name?

fhal 3 Joanlly ia )y o

e Yes, the customer was greeted by name /

ij;FULa['w‘ﬁeJ}‘aﬂﬁ:%n_)m;ﬁﬂspi .

3 asked for his / her name D Lpad 3
0 «  No, the customer was not greeted by E At o Sy ply faant S5 R IO ERNITIN I PR I L 0
name / asked for his or her name Lganl )
b pekical g 00 gl DR ke Sy kS (A palt s -
<. Did the staff ask, “How can | help you today?” * 3 e e "f "’I ,f; L:
and Probe the purpose of the customer’s visit? ' M
3 1. Yes, the staff did this hd ALy ila palt 3 a1 3
0 2. No, staff did not do this I:I Aoy il gall a3y ol 8 2 0
d. Was the Mystery Shopper redirected on the albialfllaisal Jo sl Al Jpudadl g islel 06 S
basis of his / her needs?
3 1. Yes, he / she was redirected on the E (Rl Ao lin! 1 (5) byl ago 58 Sled 35 55 ope 1 3

basis of his / her needs

2. {(OR) The first staff member

Ot eanll 4 BN 3 3N il pall il (5] 2

3 e_n.counteret.i probgd the nature of | Rl fodesy 50 3 ud 3
visit and assister him / her
0 3. No, he / she was not redirected on Lelaliiaifailalyia’ I asa il S5l 30 ol 38 3 0

the basns of his / her needs

a. Werethe staff courteous on the customer maklng

el e e «,.,,s .1...:.....1 ,_;JJJJuI&,.JI S Al

his / her enquiry?
0 e No, the staff were not at all courteous | [ ] BBV e gl ciBgall 05 W US . 0
s Yes, the staff were quite / reasonably . PR . .
’ 4} AL Al T P
1 courteous E i el s B 1
2 *  Yes, the staff were courteous D G i gl S AR pad e 2
3 ®  Yes, the staff were very courteous D AL 0% il yall € ddlcpai e 3

b. Did the staff demonstrate “active listening” on
customer enquiry?

Tl Jadla¥ " lal plheal” i pall gl Ja Lo

*  No, the staff did not demonstrate

b pldal CAD gall S
0 active listening D ik S0 4B o * 0
e Yes, the staff listened quite / . oy s = . .
1 ' Gkt 4] AR,k Cilh gall [T P
reasonably actively D Al S [k 2 Byl e P 1
2 * Yes, the staff listened actively M Lala) ol gall dust 3l uni @ 2
3 *  Yes, the staff listened very actively D ) el Gl gl a) il cani @ 3

~



c.

Did the staff appear confident?

Sausdi o (Bl 451 e i yall gl G

[I

+ No, the staff did not appear confident D Acil g By e Gl gal i J NS .
e Yes, the staff appeared quite / s o g o L
e S5 Aol (e gty A | van
reasonably confident O o : e e

*  Yes, the staff appeared confident E fdi o W40 e i gl glaiani e
: & Yaos, the staff appeared very confident E] Al o Lalad BTy A0 e LDl gs il
I d. List the names of staff interacted
i ‘ : Calaled ) ekl pall plasd S3 K
[ | with: [ ) Ophi gl B A,

e _M/Ms. NJn nammg o4 1 Lo/ el .

e  Mr./Ms. < 2 FUBRE TR FUR

e  Mr./Ms. 3 Al Lalilt .

e  Mr./Ms. 4 FEANT AT .

8




6.1 SwaffCapability * -~ ~ :

Culligali 508

6.1

€50 JSE o3l Clabia) dapb (5 leadiealy cili gal) o G0 )

a. Did the staff frequently probe the nature of th
customer's needs?
3 |1 Yes B | o 1 3
0 2. No uE M2 0
If ‘No’, please specify your camments: RUTPE SO I YENE LO E
!
|
|
b. Did the staff actively attempt to anticipate | e ul i . g in.i s e g
Slaia] | fiey adlad 4l glacas cild pall B3 o o
customer needs? Gt claifial Fof) 3 e =
3 1. Yes E" a1 3
0 2. No O % 2 0
If ‘No’, please specify your comments: ol ey B Bl TS 1S
¢. Were the staff able to cater to the needs of the daf B30l ik g8 e G Shalia) 4D b gall gl A S
customer without seeking the help of a colleague? i PR
3 1. Yes |:| a1 3
0 2. No ¥4l 3 2 0
If ‘No’, please specify your commentsg; . ‘ RN rleady ad ela ) ST
w_mm_coéﬂ%& { Meste o prunonad ol o nct
INT: IF the Answer is YES , so the answerlfor Q '
D should be Not Applicable
d. Were the staff able to answer all / most of the . L )
questions posed? faa g hoall A5y aea [US OF 4glayt Cib gt pllaiat QA S
3 1. Yes [ i 1 3
0 2. No O 3K 2 0
3 3- Not Applicable Gy ¥ 3 3
If ‘No’, please specify your comments: i ey o Sl ST
e. If the staff were unaware of the answer to a A A AL o My e AdaY) o |0 Cilh galt 0 o1 13 1
particular query / queries, did they politely “ask a3l tal fAUAI o 400 6 e 2CUN Jad Ga LA™ gty dlia cilb
you to wait while they double-checked with the
system / a colleague”?
3 1. Yes | pri 1 3
0 2. No P4 % 2 0
3 Not Applicable Salaly Y 3
If 'No’, please specify your comments: Ery rlialy o Sla SIS D
5
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RO RHTY W B O

5 i e, TN ,.xm.':?,i"‘eu"r"
uhhjummuuh"hhﬁ}d\ el oS .PLGJS...‘J i

IO §MCT ey

P Wa‘a 4

'
i Dhofar's product and services? ¢ b oLy
T
) s Not at all informed 'O SV e Clagaadsl ol e 0
' = Wellinformed on at least a quarter f a |
ity il e S T VR
11 1 few of the products and services O pom— fes e u“.. e 1
’y discussed o
- » Wellinformed on at least half of the | D i A ) il y Sladial cdeal e SR e dlay e 5
| products and services discussed | Leiilia
| e Wellinformed on at least three- , oo -
il e A8 gb gl NS BV e W
3 guarters or more of the products and E oA ‘? e J: "; ’Ulu ¢ 3
iess
services discussed A )

b. List the details of the “main purpose of your visit”
(as per SECTION Bj}; rate the staff on the level of
“product / service knowledge” in this area:

) A g o LaS) "l 5T e i) bl Ui S g g 4

"Sladdll ) Cladially  $adall A et (5 fhaea™ S Cpile gl gl pd g2 (2

Akl sia A

INT: LIST THE CODE FROM SECTION B.

S gkl a8l LS pd cialy

4] * No knowledge at all D ALY e Ay e 0
U
¢ Wellinformed on at least a quarter / a
Sohanadl g ke Tialt - b : v
1 few of the products and services D 2 Ot i fen e 'E?_L:f j ‘ 1
discussed ~
2 ¢ Wellinformed on at least half of the ] & A Seall y Slatiat cieal je BY) e ey w 2
products and services discussed Sl
o  Well informed on at least three . .
Sladadl e 38T o gl 5 [
3 quarters or more of the products and | il Do 81y g2 AL BV e play e 3

services discussed

A E R JRT PRYA

c. Did the staff attempt to “cross-sell” other products

Clati y Slpiial *  ALEY) ™ o il A glaay il galt o8 G4

and services? Al
0 *  No crass selling at all D Y e SloYl adidde il @ 0
1 s  Cross-selling after a lot of prompting [l Ol e 80y ALzl sl desy S5 1
s  Cross-selling after a little / some . . . .
2 kel ¢ Doy ALY i dglesy 13
2 prompting X = ¥ e S0y Lyl ol Adesy 3 0 2
3 » Immediate cross-selling attempt O Sall e Y adl U 5 3

d. Did the staff explain Why Bank Dhofar’s products
and services possess a “Comparative advantage”
relative to competing banks?

LT gl U Ll laad g Slpdie 13 e caByalt o8 Ja &

LWCEREPH PRIFIIRY

A it

3 1. Yes K FREEY 3
0 2. No O ¥ 2. 0
If ‘No’, please specify your comments: Al rlads o Sla ST 1Y
10
+ +




+

Did the staff attempt to provide “complete
information” on Bank Dhofar’s products and
services, along with relevant literature?

Sladd g Sladis 06 alS Sl plaa™ dilhe Y Al glay il gal) B3 4 7
filall S clyishh A il oLy

INT: LIST THE CODE FROM SECTION B.

S padl] G el AIS o il

0 ¢ Noinfermation at all O SULY e Slayand e aQ
+ Infarmation provided on at least a PN - C
Arazall 2l |- i W iy
1 quarter / a few of the products and D M}- ‘f‘ 'JH‘ ’F’J: "f.‘.} JL ;4.; : * 1
services discussed T T
. s information provided on at least half 0 Zlaially Wil Zla yas s (W) 8 plaz! e 2
of the products and services discussed bl o5 A el
* information provided on at least three . Lo - . .
Sila plaadl e ASH g plo i ANME BY e cliae!
3 quarters or more of the products and m JI:A‘::_}S '..’“ '&H:#‘ f*"{:.“h';‘ * 3
services discussed e s
3 s Not Applicable Gty e | 3
f. Information on relevant procedures, Palalt S Al 440 g Shaienall g (S a Yy Kilada Sl ylas
documentation and follow-up method?
INT: LIST THE CODE FROM SECTION B. S )l Lios (.i sl
0 * No information at all D S e Glaglasy o 0
+ Information provided on at least a -
adlatall =il - | Ve elael
1 quarter / a few of the products and D ’LJ .";. d’\.m {FU jfj]‘ “"_: ‘,. I * 1
sarvices discussed a == '
) * Information provided on at least half ] Sl Alaiall Cleslad) cheal Y1 e clac] e 2
of the products and services discussed Lyidlia o3 Al Zlaaadly
+ Information provided on at least three bl Py
Slayladt e ASH ghpl T A W e slac] e
3 quarters or more of the products and m T P, 3
LeaiBlia I laaddl g Cilatially dilatdl
services discussed s I
3 e Not Applicable Sy e
B Did the staff attempt to acquire more customer Ja e g dllete ST lagles 48 jedd A gaa wilh gl S0 A F

information so as to follow-up at the end of the visit?

%38 Ayl (b Ay oLl

3 1. Yes E e L 3
0 2. No O 32 0
If 'No’, please specify your comments: Wy m iy 4 la ) SUIST N
11
+ +
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7.1 Timeless o cdgh 7.1
a. Waiting time on entering the branch, before b s pall [l gall ms Salalll J:‘iJ_*EJi-“ Jdads xie U oy}

dealing with the frontline staff: T Aadill Al g e [ alad) Tadd)
INT: SPECIFY TIME IN MINUTES: ’ ) g ' (A G S gl 2 rlaly

e  Qver 15 minutes Wi 15 e 80 e 0

e 510 minutes S 10-5 e 1

; O
1 O

| 2 | e 3-5minutes E 38 5-3 . 2
3 a

I s  Under 3 minutes AW e W e 3

b. Did the customer feel like the queuing system

functioned properly? e S0 Jaay cheall (B Y WU Gl Gl AS DA

0 . (;Itl.neumg system did not function at & P le Jaay ¥ il i Y e 0
s Queuing system functioned, but it . . . . L e .
! | gt my —aali ety Alday o)
1 worked with a few impediments L1 | o g e 0l ds s AR . 1
2 ¢ Queuing system functioned and it D Juad S5 g & s Jay el I A e 2
worked quite easily and efficiently Leosa
3 s  (Queuing system functioned and it D 2y Al L gy Jany il LY S e 3
worked very easily and efficiently Juad
*+ Not applicable D Buali Y e -
¢. Time taken for the “purpose of the customer's visit | { ¢ Al g A dpea gl 330 S5l 845 i 4D Sal e JAdaD '-’J“ .
to he fulfilled once reaching the counter: ~ S daal
INT: SPECIFY TIME IN MINUTES: L LT UL P ETE LTS
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H. Additional Comments on Visit 25 i Adlaiall A8LaY) Sia dhal) .
(If any): (=2 1)

- Mo W%W‘ﬂ

- No ‘—k)OJﬂj Ord e,
- Mo V‘WM A’da E“"J
= ™ enfloger w

ng

e Uag bl Widdews wrdsn bar vif)|

S anila- - fm,bau}c ¥ e ACT i U
End of the Survey - Thank you very much....

e 182 — cluiud) Ay
o
G.  TOTALBranch Score
(Total unwelghted branch score, summing all sections):
et b i ‘I'ntal PolnIsScoredlnthls " Total Points Allocated /
,\_‘Sect'lon_.\ ParanmarUnderEvaluaﬁon | _*_.‘ _ : Area: DRI o -
o Branch Presentation and Customer Facilities
D Greeting and Soft Skills of Staff
E Staff Capability, Knowledge and Cross-Selling
F Timeless
B0 7. TOTALSCORE |
EAN BRI g gara  F
(?L..dy|\l5¢us&_)ﬂ4a.\)d'l _).;;Jnuull &_,A:.\,a)
Gl Aediad) gl g i gals o
Ok gall 1 g g ]
Y Al Dglas y ATh ma y (il gall B0 r
Cni,i'u r
13
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